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Introduction 
Financial aid offices exist in virtually every postsecondary institution in the 
United States. They disburse money to students in a variety of methods, including 
scholarships and grants with no repayment requirements, and various loans with 
payback responsibilities varying in terms of time, rate of interest, and who p?ys. 
Institutions use financial aid funds for multiple purposes — to attract highly qualified 
students, to attract students to specific programs, and to assist students who would not 
otherwise be able to attend. Thus, financial aid and student enrollment are closely 
related. 
Over the last 40 years, the primary purpose of financial aid has been to remove 
economic barriers so that the probability of dropping out of college for financial 
reasons is reduced (Murdoch, 1995). Prior to World War II, financial aid was in the 
form of merit-based scholarships given or granted from the funds of an individual 
college (Hughes, 1990). When the National Defense Education Act was implemented 
in 1958, the concept of "need analysis" was operationalized (Gibbons, 1996). The 
need analysis system, which assigns primary responsibility for financing higher 
education to the family, evolved as a way to equitably allocate federal funds. This was 
later expanded by the Higher Education Act of 1965, which introduced programs 
designed to assist the poor, such as College Work-Study and Supplemental Educational 
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Opportunity Grants (Hughes, 1990). Federal student financial assistance has shifted 
from being mostly grants to mostly loans since the late 1970s (Blanchette. 1994). 
Since 1985, federal loan aid nationwide has been about twice as much as grant 
aid each year. Because of recent trends in financial aid, it is important for financial aid 
officers to periodically assess service delivery. In recent years, the competition for 
student enrollment has been high, causing university administrators to be concerned that 
every aspect of student services be of the highest quality in order to attract students and 
maintain enrollment In satisfaction surveys conducted by institutions of higher 
education, financial aid services have been found to be negatively associated with 
overall satisfaction (Gibbons, 1996) As greater numbers of students apply for and 
receive financial aid, financial aid offices are often criticized as being harsh and 
uncaring about the needs of the students. Therefore, university administrators are very 
concerned about the relationship of financial aid to student satisfaction, enrollment, and 
persistence toward a degree. 
Thus, the purpose of this study is to determine students' perceptions of services 
offered by the Financial Aid Office at Georgia Southern University and identify the 
factors associated with student perception. Furthermore, this study seeks to find out 
which types of students are the most satisfied with financial aid services, as well as 
which students are the least satisfied. Results will be used to help guide financial aid 
administrators in improving their financial aid services. 
Review of Literature 
Financial aid awards are said to have an influence on many aspects of a 
student's college experience (Pascarella & Terenzini, 1991). Finances affect students' 
decisions to initially enter college, as well as where students will attend (Robertson, 
1993). Many students "shop" for the highest financial aid package when deciding 
which college to attend. Somers (1995) concluded that price cuts or increases in 
financial aid positively influence student decisions to attend college. Colleges and 
universities often "price discriminate" when they offer financial aid, allowing the net 
price of attending college to vary for different types of students (Baum, 1996). For 
example, need-based aid allows students with limited financial resources, who would 
probably not attend if they were charged the full price, to pay a lower price. Other 
forms of student aid, such as scholarships, sometimes discriminate on the basis of 
willingness to pay. On the other hand, academically prepared students may be less 
willing to pay for XYZ College because they can choose from many selective 
institutions. Less academically prepared students are more willing to pay full price 
because they have fewer options. Research that examined the effects of grants on a 
student's decision to enroll in college has found that the receipt of grants did not have a 
clear effect on student enrollment (Blanchette, 1994). 
*> 
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Although researchers disagree as to whether or not Financial aid is a central 
element in student persistence, recent national studies indicate that financial aid has a 
small, yet consistent impact on attendance and persistence in higher education 
institutions (Somers, 1995). At the institutional level, studies have found controversy 
over whether student aid has any effect on matriculation. Murdoch (1995) found that 
students receiving financial aid persisted at the same rate as students not receiving 
financial aid. Her study found that the effects of finances on student persistence are 
greater in the early stages of college efforts because: 1) the potential benefit of a degree 
is remote; 2) uncertainty is high; and 3) the projected cost seems less feasible. Somers 
cited three possible explanations for the disagreement about the effects of student aid on 
enrollment and persistence in colleges and universities: 1) the logical models used in the 
previous research may not have been rigorous enough to measure the effect of aid; 2) 
the research methodologies may be inadequate or inconsistent; and 3) the research 
findings may have been interpreted wrong. 
Persistence issues vary for different ethnic groups. In a statewide survey of 
nonreturning freshmen at Maryland's public 4-year campuses, findings revealed that, 
for black respondents, the top two reasons for not returning to college were academic 
dismissal and an inability to obtain sufficient financial aid (Keller & Rollins, 1990). 
White respondents indicated that a desire for a different academic or social environment 
prompted them to leave their institution. Thus, whites were considerably more inclined 
than blacks to re-enroll in college. A study conducted by Johnstone (1994) found that 
less than 14% of African-Americans and just over 16% of Latinos completed four or 
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more years of college, compared to nearly 30% of Whites. Somers (1994) found that 
low income aid recipients did not persist as well as other students when the type and 
amount of aid were considered, concluding that additional need-based grants could have 
a positive effect in promoting their persistence. In testimony given before the U. S. 
Subcommittee on Education, Arts, and Humanities, Blanchette (1994) stressed that the 
changes in student financial aid are directly responsible for diminishing the access to 
higher education for low-income students. Need-based financial aid has been found to 
be the most critical type of aid for this group of students. Need-based aid, which 
includes Pell Grant, Supplemental Educational Opportunity Grant (SEOG), State 
Student Incentive Grant (SSIG), Perkins Loan, College Work-Study, and Subsidized 
Stafford Loans, has not kept pace with the dramatic increase of college tuition. 
In addition, economic conditions in society, as well as the supply and demand in 
terms of dollars available, affect financial aid offices. The median family income 
dropped slightly between 1985 and 1993. During that same time period, the cost of 
attending a public college or university increased 19%, while the amount of grant 
money (adjusted for inflation) available from the federal government decreased (Sallie 
Mae, 1996). 
Based on the above studies, low income, black, and Latino students are more 
likely to be affected by the availability of financial aid, particularly need-based aid. 
Despite the efforts that colleges make to recruit and retain minorities, this group is 
adversely affected because they are disproportionately represented among low-income 
students. Even though their financial aid package appears greater than that of other 
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students, many can not fund the gap between the cost of attendance and the amount of 
aid received, and consequently drop out of school altogether. This limits the value of 
increased university eniollment. 
One reason that many students never graduate from college is due to their 
dissatisfaction with the overall college environment. Yet. studies have found that 
student satisfaction with their college experience differs based on the type of financial 
aid received. Astin (1993) found that several financial aid measures were significantly 
associated with student satisfaction with faculty. Students supported by a grant or 
scholarship indicated enhanced satisfaction with faculty, while reliance on one's own 
savings to attend college reduces satisfaction with faculty. Three financial aid measures 
that showed positive effects on student satisfaction with curriculum and instruction were 
having a grant from the college, having support from parents or family, and having aid 
based on financial need. In a 1989 survey of the graduating class of Massachusetts' 
Tufts University, Terkla (1990) found that, among the students who indicated that they 
were satisfied with their overall undergraduate education, there were more grant 
recipients than non-grant recipients; 85% of students with grants indicated "very 
satisfied" or "generally satisfied"for the survey items. Students who had loans as their 
major financial resource were less satisfied with their overall undergraduate education, 
while those with loan debts of $7500 or less consistently gave high marks to the 
satisfaction items. Students who owed $15,000 or more in student loans were found to 
be the least satisfied overall. 
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Student satisfaction with financial aid programs may be influenced by the 
perception of the public. One study that examined public perception was the Eureka 
Project. This privately funded project reviewed student aid policies in California and 
studied the effects of financial aid programs upon students and the structure of higher 
education (Wolfinger, et. al, 1988). The researchers were concerned that the student 
financial aid system had many unintended consequences. To study this theory, a series 
of questions about financial aid were added to a 1986 survey of California adults. The 
findings are summarized below. 
Adult residents of California thought that college was not affordable for most 
people and that the cost would rise significantly in the future. Half of the respondents 
wanted the government to assume all college expenses that students and their families 
were unable to meet. While three-quarters of the California adults surveyed supported 
the use of outright grants to college students, attitudes toward loans were complicated. 
Many recognized that assuming loans could force some students to be more serious 
about their education, but half believed that increased loans and decreased grants, along 
with the escalating cost of attending college, could prevent many promising students 
from attending college. Many also believed that students who had to repay loans would 
choose occupations that paid well, rather than those that were really needed. About 
half of the California adult respondents wanted the distribution of financial aid changed: 
some wanted more aid given to middle- and low-income students, while others wanted 
less aid given to minorities. About 64% of the respondents believed that over half of 
student borrowers default, even though the actual default rate in California when the 
article was published was approximately 17%. Lack of support for all types of 
financial aid, including grants, helped to exaggerate the respondents' beliefs about the 
default rate (Wolfinger, et. al, 1988). 
Two surveys addressed concerns of students and parents and found results that 
were similar to those in the Eureka study of adults who had no vested interest in 
educational funding. In addition to the survey of California adults, the Eureka Project 
(Wolfinger, et. al, 1988) also conducted interviews with college students, high school 
seniors, and the parents of high school seniors. In 1996, a Gallup and Robinson survey 
found an overwhelming belief among parents and college-bound high school students 
that a college education is one of the best ways to increase one's financial and personal 
well-being (Sallie Mae, 1996). The Eureka Project was confined to one state, while the 
Gallup survey was conducted nationwide. The following is a summary of the findings 
from the two studies. 
Both studies (Sallie Mae, 1996; Wolfinger, et. al, 1988) found that many 
college students believe they would study more and perform better if they were less 
worried about finances. The Eureka Project found that college students believe that the 
state profits from their college education because society benefits from having educated 
citizens. Therefore, financial aid is regarded as a right, not a privilege. Most college 
freshmen do not understand why guaranteed student loans are considered financial aid. 
The terms of their loan agreement are often forgotten soon after the promissory note is 
signed. Women, low-income, and minority students would rather drop out for a term, 
reduce course loads, or take second jobs than to take on the responsibility of a student 
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loan. This relates directly to another study noted by Blanchette (1994), which found 
that the indirect effect of avoiding extensive borrowing, working long hours to pay for 
school and being unable to complete academic work, often leads to dropping out of 
college altogether. 
Most middle class high school students let their parents decide which college 
they will attend, because they know that ultimately their parents will be paying the bills 
(Wolfinger, et. al, 1988). The parents of low-income high school students have little or 
no influence on where their children will attend college or how it will be funded, 
causing the students to rely solely on the information provided by school personnel. 
Most low-income students worry a great deal about college costs, saying that they will 
assume loans only if faced with the choice of not attending college. While some are 
realistic and enroll in a more affordable community college, many go away to college 
totally unprepared, becoming prime candidates for dropping out. 
Ninety-two percent of parents in the national 1996 Sallie Mae survey indicated 
that a college education was the most important investment they could make for their 
child. While most parents described themselves as committed to college education for 
their children, very few had followed through on their commitment by actually saving 
the money necessary to pay for college (Wolfinger, et. al, 1988). Even though nearly 
one-third of parents (31%) surveyed in 1996 said that their children's college education 
was the first financial priority, ironically only 17% indicated that they had saved more 
than half of these costs, with 22% stating that they had saved nothing (Sallie Mae, 
1996). 
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Another item that illustrates the parents' lack of preparation for their child's 
education can be found in the high schools. Most high school counselors provide 
financial aid applications and brochures to students and parents, as well as conduct a 
"college night" for parents that includes a financial aid presentation from a local college 
or university. However, many parents never take advantage of these resources. This 
lack of preparation and knowledge about the financial aid process causes frustration and 
aggravation for parents. Even though parents believe that government aid should be 
increased and expect financial aid to help pay the costs of their child's college 
education, they do not make the effort to learn the application process (Wolfinger, et. 
al, 1988). 
Despite the logic and ethical basis of emphasizing the family's role in paying 
college costs, many middle-class families do not have the means to pay the price tag 
presented as their "family contribution" (Gibbons, 1996). Furthermore, many students 
feel that financial aid regulations about parents' contributions to children's education 
are harsh and unfair (Wolfinger, et. al, 1988 ). Students who are found to be ineligible 
for any type of financial aid other than loans, based on the needs analysis computed by 
the Department of Education, tend to blame the institution's financial aid system. They 
complain that the college's financial aid staff is being cruel and unreasonable when they 
will not make adjustments for unusual family circumstances, such as requiring a 
stepparent to provide income information for a dependent that is not his biological 
child. 
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It is interesting to note that, in the Eureka study, students did not complain that 
tuition and fees at their schools were too high (Wolfinger, et. a], 1988). Thus, 
financial aid offices are required to operate in a climate where the cost of attendance is 
perceived to be reasonable, while availability of funds provided by the financial aid 
office is perceived to be unreasonable, even though the distribution of aid is controlled 
by federal guidelines. Parents and students seem to assume that the financial aid office 
has the freedom and authority to determine the amount of money that each student can 
receive. 
The public appears to have a limited and narrow view of financial aid and 
inaccurate knowledge about the current role of financial aid administrators. There is a 
public perception that only grants and scholarships, money that does not have to be 
repaid, are true "financial aid". This perception is consistent with the types of financial 
aid packages that were prevalent in the 1960's and early IQTO's. Student loans and 
employment assistance, money that has to be repaid or earned by working, are not 
considered by most to be true financial aid. Furthermore, financial aid administrators 
are perceived as being the ones who are keeping families from getting the "free" money 
that they are entitled to after having paid into the system via income taxes. When the 
public perceives it to be inconvenient or impossible to pay for postsecondary education, 
they feel that "free" financial aid should pick up the tab. In addition, many people act 
as if financial aid administrators are actual officials of the federal or state government. 
This lack of knowledge about financial aid regulations versus the real needs of 
individual families and students help to compound the false perceptions and 
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expectations of the public. This is in contrast to the fact that financial aid was never 
intended to meet all needs (Gibbons, 1996). 
Though often "bearers of bad news," financial aid administrators are bound by 
rules. They are required to follow numerous regulations and guidelines in the awarding 
of funds and must require students and parents to comply with all steps of the process, 
i.e., application, verification, disbursement, satisfactory academic progress, and loan 
collection (Gibbons, 1996). 
To assure that potential recipients understand the many steps involved in 
receiving financial aid, the federal government and financial aid offices provide many 
forms of literature to explain the process. However, most students do not utilize the 
written materials provided by either source. Instead, most of their information is 
obtained from other students, siblings, or friends. The Eureka Project found that, 
"Students' least favorite way to learn about the availability of aid, the variety of 
programs, and the regulations involved is through written documents" (Wolfinger, et. 
al, 1988, p.25 ). 
Given the inaccurate expectations regarding both family responsibilities and the 
role of financial aid in facilitating enrollment, as well as the difficulties in 
communicating with parents and students about financial aid procedures, financial aid 
offices often hold various meetings to explain financial aid regulations. Many college 
and university financial aid offices participate in their institution's orientation 
programs, admissions recruitment efforts and campus visitation days, offer programs to 
high school students, and periodically schedule programs for currently enrolled students 
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to provide entrance and exit loan counseling. Yet, when asked how students learned 
about various aspects of applying for and receiving financial aid, these meetings were 
practically never mentioned (Wolfinger. et. al, 1988). 
Upperclassmen, who are expected to know more about the financial aid process 
simply because they have had more experience, are often found to be the least satisfied 
with financial aid services. When analyzed separately, Wolfinger, et. al, (1988) found 
that when sophomores and juniors were not awarded as much aid as they believed that 
they needed, they tended to be upset and resentful, most often complaining about the 
institution's financial aid office or criticizing the financial aid system as a whole. When 
asked how they would advise high school seniors about financial aid, some common 
responses from college sophomores and juniors were that regulations must be read 
carefully, records must be kept up-to date, and efforts should be made to find out about 
special grants for people with their demographic characteristics (Wolfinger, et. al, 
1988). Ironically, very few of these students seemed to follow their own advice. 
Given that students still have difficult financial aid experiences in spite of the 
efforts of financial aid offices to communicate accurate information, financial aid 
offices are very concerned about their image. Terkla's (1990) survey, which asked 
students to rank 32 various aspects and services at Tufts University, found that financial 
aid was ranked lower for student satisfaction than other student services, such as 
residence life, food services, and career services. For male students, financial aid was 
ranked number 19, while women ranked it at 21, indicating that women are slightly less 
satisfied than men with financial aid services. 
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Financial aid offices try to respond compassionately to the students who have 
had difficulty obtaining financial aid. Often, these students have difficulty paying for 
college because they either did not read the literature or fully comprehend the financial 
aid presentation. Thus, by missing deadlines, submitting incomplete forms, and not 
paying close attention to guidelines, they end up in a crisis situation which puts their 
enrollment at risk. Being well aware of this, financial aid officers train their staff 
accordingly in an effort to improve their image. With communication being cited as a 
major criticism in the financial aid process (Gibbons, 1996), it is very important for the 
receptionist and front line staff to be calm, pleasant and courteous to both students and 
parents. In a study of financial aid services, Adams (1995) found that, "If the first 
contact with the financial aid office is unsatisfactory, the student may receive the 
impression that the aid office is unresponsive....However, if the receptionist is 
courteous and helpful, the entire office benefits because students will more likely 
approach any future contacts with the office with a positive attitude..." ( p. 5). In a 
study exploring the experiences of college students with the financial aid staff, there 
were significant correlations between a student's satisfaction level and whether or not 
financial aid office receptionists and counselors made the student feel comfortable 
(Hughes, 1990). The only significant difference found was between the responses of 
White and non-White recipients, in that non-Whites felt they had greater difficulty 
getting an appointment with a Financial Aid counselor than did White respondents. To 
address this issue, Hughes suggested that the financial aid staff receive training in 
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cross-cultural awareness. The staff of the financial aid office is extremely important in 
making the financial aid process as pleasant as possible. 
Georgia Southern University, a comprehensive regional university located in the 
southeastern United States, has experienced dramatic increases in enrollment in recent 
years. Between 1982 and 1992, enrollment increased from less than 7,000 to over 
14,000 students, making Georgia Southern University, according to the U.S. 
Department of Education, the fastest growing college or university in the United States 
(Henry, 1993). During that same time frame, the number of faculty increased from 370 
to 570 (over 54%). The University currently offers 24 undergraduate degrees with 94 
majors, as well as 12 graduate degrees with 59 majors (Office of the Registrar, 1998). 
In 1993, University System institutions in Georgia dispersed over $338 million 
in student aid (Office of Research and Planning, 1994). During the last five years at 
Georgia Southern University, the Stafford loan volume has grown from 57,037,629 in 
the 1992-93 academic year to $29,894,009 in 1996-97. This is due, in part, to the 
changes in federal regulations that allow students with no need (according to the federal 
need analysis computation) to receive unsubsidized student loans (interest accrues while 
in college). Prior to 1994-95, the only students who were eligible for federal student 
loans were those that had unmet need for purposes of financial aid. For the 1996-97 
academic year at Georgia Southern University, there was also $482,296 disbursed to 
students in federal Perkins loans. At Georgia Southern University, the latest figures 
indicate a loan default rate of about 11%. 
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In addition to the substantial changes in loan volume, another potential problem 
faced by the financial aid staff is that a number of unprepared students wait until the 
first day of class to contact the financial aid office to request funds that are needed 
immediately. Often, these students applied late, or not at all, for financial aid. For the 
1997-98 academic year, 2,568 students applied after June 1, 1997, which was the 
preferred filing date published. 
The financial aid office participates in new student orientation, providing in- 
depth overviews of how the financial aid process works. In evaluating new student 
orientation for 1995, Georgia Southern students were asked to respond to this 
statement: "During the Financial Facts and Assistance session, I learned pertinent 
information about budget planning, financial aid, and anticipated expenditures." Of 
those that responded, 59% answered "neutral," while 18% answered "strongly agree" 
(Strong, 1995). Another example of students' misunderstanding of financial aid was 
illustrated in the July 16, 1997, issue of The Eagle, one of Georgia Southern 
University's student newspapers. In the article, entitled "When Financial Aid Becomes 
a Fine Pain," the students are quoted as blaming the financial aid office for canceling 
an out-of-state tuition waiver which is handled by the Registrar's Office, losing a signed 
promissory note when all promissory notes are turned in to the Office of Student Fees, 
and for losing the tuition check of a self-paying student, when all payments are taken in 
by the Office of Student Fees. The author, Dana Gunter, described the financial aid 
process at Georgia Southern University as a grueling, fearful experience that tortured 
students in a Spanish Inquisition style. She also stated that the Financial Aid Office has 
17 
nearly caused nervous breakdowns to the student population. She presented the 
impression that anything related to money is the financial aid office's responsibility. 
This reinforces the issue that students do not understand the process, listen to financial 
aid presentations, or read the provided literature. These types of issues put financial 
aid offices in a very difficult position. 
In order for students to actually receive the financial aid that has been awarded 
to them, several conditions must be met which require input from various departments 
on campus. Based on this researcher's observation over the last five years, the offices 
that are most critical to the financial aid process are: Admissions, Academic 
Advisement, the Registrar's Office, and the Office of Student Fees. Some examples of 
how these other offices can affect financial aid disbursement include the following. 
First, the student must be admitted into a degree program, which requires that the 
Admissions Office properly code the acceptance status. The student must then be 
academically advised, and the advisor must recommend that an undergraduate student 
take at least 12 quarter hours for full-time enrollment or a portion of the aid may not be 
disbursed. If the student is required to take an audit course as part of full time 
enrollment, the fees will be the same, but financial aid regulations do not recognize 
audit classes as being aid eligible. The Registrar's Office is responsible for registering 
students in the recommended classes. If any of the classes are full at the time of 
registration, the student will not be enrolled full-time, and the expected amount of 
financial aid may not be disbursed. If student fees are greater than the amount of 
financial aid awarded and the student has not paid the amount due by the deadline, 
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classes will be canceled. All payments are made to the Office of Student Fees. Federal 
Direct Student Loan promissory notes are issued and taken in by the Office of Student 
Fees. If the promissory note is not posted as "received" in the computer system, the 
loan will not disburse and any refund check to be disbursed to pay for books or other 
expenses will not be ready when the student needs it. 
For Bulloch and surrounding counties, the Georgia Southern financial aid 
counselors are often invited to make "college night" presentations. Financial aid and 
scholarship applications, as well as literature provided by the Department of Education, 
are distributed at these sessions so that prospective families will be well-informed. The 
researcher has found that these sessions often have low attendance, and those who do 
attend are usually the middle- to upper-income parents that have either already applied 
for financial aid or are simply interested in finding out about more academic 
scholarships. 
The financial aid department at Georgia Southern University has 20 employees 
(see Appendix A, Organization Chart) and currently serves 9,987 students. With a fall 
quarter enrollment (including graduate students) of 13,965 students (Office of the 
Registrar, 1998), this means that approximately 72% of the student population are 
financial aid recipients. For the 1996-97 academic year, 68% of students at the 
institution received at least one form of financial aid, with a final breakdown as 
follows: 4,915 received federal grants, 1,832 received academic scholarships, 290 
received Georgia Student Incentive Grants, 571 received Perkins loans, 6,171 received 
subsidized Stafford loans, 4,085 received unsubsidized Stafford loans, 609 received 
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parent (PLUS) loans, 461 received federal college work-study, and 4,655 received the 
HOPE Scholarship. HOPE (Helping Outstanding Pupils Educationally) is Georgia's 
unique scholarship program that rewards students' hard work with financial assistance 
in degree, diploma, or certificate programs at any eligible Georgia public or private 
college, university, or technical institute (HOPE Scholarship Program, 1996). Funded 
entirely by the Georgia lottery, eligibility is given to Georgia residents that graduated 
from a Georgia high school in or after 1993 with a 'B' average (a 3.0 cumulative grade 
average on a 4.0 scale on a college preparatory track, or a 3.2 cumulative grade 
average on a 4.0 scale on any other curriculum track). To maintain a HOPE 
scholarship at a public university, students must keep a 3.0 cumulative grade average at 
the college level. The GPA is monitored at various "checkpoints" while in college. Of 
the 2,488 beginning freshmen fall quarter of 1997, approximately 90% (2,234 students) 
received HOPE Scholarship during the 1997-98 academic year. Due to the GPA 
requirement, however, statistics have shown that most of them will lose their HOPE 
scholarship after the first checkpoint, which currently is after 45 hours have been 
attempted. For comparison, only 529 seniors received HOPE Scholarship in 1997-98. 
The gender and racial breakdown of HOPE Scholarship recipients is as follows: 1,739 
males, 2,482 females, 3,147 whites, and 1,074 non-whites. 
To improve the quality of services, Georgia Southern's Human Resource Office 
periodically provides workshops dealing with diversity and customer service that the 
financial aid staff attend on a rotational basis. The staff works in teams to provide 
better service to students. For example, the management team meets on a regular basis 
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to discuss administrative issues, while the counseling team collaborates to schedule 
their time with students in the most efficient way possible. There is also a team that 
works on published material to make sure that information is sent out in a timely 
manner and that it is "reader friendly." 
The financial aid office also participates in the U.S. Department of Education's 
Quality Assurance (QA) Program, which provides regulatory relief by diverting 
available resources to where they will be the most effective (Gibbons, 1996). While 
there are still many processes required to assure that federal aid is being delivered to 
the students that need it most, the QA program allows the institution to tailor the 
verification process to suit the student body. Through Quality Assurance, the 
institution is able to better educate and inform the public and continually strive to 
improve service by streamlining the financial aid process and making it both more 
efficient and more responsive. 
In recent years, Georgia Southern University's financial aid office has dealt with 
many changes in software. Over the last five years, the financial aid office has 
switched computer programs that award and process financial aid four times. Each 
time, extensive training and many hours of programming are required. These changes 
present problems both for the staff and the students, causing documents to be misplaced 
and/or aid to be processed incorrectly. Changes in software are a common phenomena 
among financial aid offices as they have become more automated in recent years 
(Bennett, 1996). In 1996, according to a mandate by the State Board of Regents, 
Georgia Southern converted to the SCT Banner system. One improvement of this 
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system is that it is also being used by other interrelated offices on campus, so that 
current student information can be accessed by various departments simultaneously. 
The permanent conversion should provide stability and eventually improve services in 
all areas of student affairs. 
Due to the rapid growth and other notable circumstances at Georgia Southern 
University, an assessment of student satisfaction was timely. 
Research Questions 
The literature indicated that students who received grants or scholarships were 
more satisfied than students who only received loans in their financial aid package, 
upperclassmen tended to be less satisfied than freshmen with financial aid services, and 
that minorities, women, and students who were eligible for need-based aid were less 
satisfied than other students. Therefore, the research questions are as follows: 
(1) Are students who have reached senior status at Georgia Southern University less 
likely to be satisfied with financial aid services than are freshmen? 
(2) Are female students at Georgia Southern University less satisfied with financial aid 
services than male students? 
(3) Are minority students at Georgia Southern University less satisfied with the 
financial aid office than White students? 
(4) Are students that receive only loans at Georgia Southern University less satisfied 
with financial aid services than students that receive grants and/or scholarships? 
Methods 
Subjects 
The population for this study was undergraduate students attending a mid-sized 
public university in the Southeastern United States with an undergraduate student 
population of 12,350. The majority (89%) of students at this institution come from 
within the state of Georgia. Breakdown by ethnicity includes 71 % white students, 25% 
black, and the remaining 4% from other nationalities. Forty-five percent of the 
students are male, and 55% are female (Georgia Southern University Office of the 
Registrar, 1998). 
The subjects for this study were enrolled in selected classes. The classes chosen 
to participate in the survey included: Bank Management I (FIN 454), Math Approaches 
for Young Children (EC 457), Health 131, English 152, Math 151, General Chemistry 
I (CHE 181), Learning Support Math (MAT 098), and two sections of Freshman 
Seminar (GSU 120). These classes were selected to represent each of the five 
undergraduate colleges and included students from freshman through senior status. 
Graduate students were not included in the survey. 
Surveys were completed by 308 undergraduate students, which represented 2% 
of the undergraduate student population. Responses from students who did not receive 
financial aid were not included in the analysis. Therefore, the results as presented 
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reflect responses from 279 surveys. Approximately 3% (n = 10) of financial aid 
recipients completing the survey did not indicate a class level. For those who provided 
a class level, 68% (n = 188) were freshmen, including 160 first-time freshmen and 28 
continuing freshmen. The remainder were classified as follows: 9% were sophomores, 
4% were juniors, and 16% were seniors. The unusually large proportion of freshmen 
was due to the typical-freshmen classes that were chosen to participate, such as 
Learning Support Math and GSU 120, an orientation to campus life course. Females 
accounted for 55% of the subjects, while 36% were male, and the remaining 9% did 
not indicate a gender. Of the subjects who indicated a racial/ethnic group, the 
majority, 59%, were white, while 24% were black. Those remaining included 2% 
American Indian/Alaskan Native, 1% Asian or Pacific Islander, and 1% 
Hispanic/Latino. Thirteen percent of the sample did not respond to the question of 
race. The racial and gender breakdown of the sample appears to be representative of 
the student population at this mid-sized southeastern public university. 
One hundred eighty subjects indicated on the survey that they received the 
HOPE Scholarship, with a breakdown as follows: 79% freshmen, 10% sophomores, 
2% juniors, 8% seniors, 34% male, 61% female, 71% white, and 21% non-whites. 
Design 
This was a descriptive study designed to determine the perceptions of GSU 
students regarding the services offered by the financial aid office and to identify 
potential factors that are associated with student perception. Student groups that were 
found in the literature review to have different attitudes and perceptions about financial 
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aid were examined and compared separately. The groups identified were freshmen vs. 
seniors, males vs. females, whites vs. minorities, and loan recipients vs. grant 
recipients. To facilitate analysis of the various student groups, survey items were 
separated into four categories related to satisfaction: financial aid service delivery, 
knowledge, regulatory concerns, and overall satisfaction with the financial aid process. 
Instrumentation 
The instrument (Appendix B), a 30-item survey developed by the researcher, 
was presented to the students in a ScanTron format. Nineteen questions used a five- 
point Likert scale, with "a" equal to "strongly disagree," in ascending order through 
"d", which equaled "strongly agree", and "e" for "no basis on which to judge." All 
items that could be answered with the Likert scale were stated in a positive direction 
(for example, "The length of time that I wait in line at the Financial Aid Office is 
reasonable."). Two questions could be answered with "yes" or "no," and one question 
asked the student to describe satisfaction with overall services provided by the financial 
aid office, using a five-point Likert scale that could be answered with "very 
dissatisfied," "somewhat dissatisfied," "neutral," "somewhat satisfied," and "very 
satisfied." Three questions were open-ended: one question asked the student to list the 
primary cause of the greatest problems with the financial aid process; one question 
asked the student to suggest one improvement for financial aid services; and one 
question allowed the student to make additional comments or elaborate on responses to 
prior questions. Students were asked to specify the type of financial aid received, if 
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any. The remaining three questions were demographic, including race, gender, and 
current class level. 
To design the instrument, the key stakeholders on campus were contacted and 
asked to provide input on specific complaints and/or comments that they most often 
hear about the financial aid office. Those contacted included: the Registrar, the 
Director of Admissions, the Vice President of Student Affairs, the Associate Vice 
President of Academic Affairs, the President's Office, one of six of the Academic 
Advisement Centers, and the Office of Student Fees. All of these offices provided 
input, with the exception of the President's Office, which chose to remain neutral 
pending approval from the Institutional Review Board of the survey instrument. 
The researcher e-mailed a request on the financial aid Quality Assurance 
electronic discussion list for suggestions about financial aid surveys and to request a 
copy of surveys used by other colleges. Of the 144 institutions in the Quality 
Assurance program, five responded, and three mailed a copy of their instrument to the 
researcher. A financial aid survey from the National Association of Student Financial 
Aid Administrators (NASFAA) and the American College Testing Program (ACT) was 
also obtained by the researcher. 
After analyzing each of the financial aid surveys collected, relevant questions 
were revised to fit the responses received from the university stakeholders regarding 
comments and complaints about the financial aid office. Some of the questions were 
reworded to fit the desired format. Some of the questions were designed by the 
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researcher to address concerns that were not mentioned in the other surveys, because of 
interest to the institution. 
The ScanTron format was chosen due to the relative ease of compiling the data. 
The Georgia Southern Testing Office was consulted to determine which type of 
ScanTron to use. The National Computer Systems (NCS) Form Number 19637, 
Survey B, form was chosen because it would allow the entire survey to be handed out 
on one piece of paper, front and back. 
To validate the survey, the completed form was reviewed for appropriateness 
and content by the financial aid Director and Associate Director, as well as the financial 
aid administrators of two other public four-year universities that were similar in size. 
Comments and suggestions were requested from these four financial aid professionals, 
which led to a slight revision based on one individual's response. All other responses 
were favorable. 
To assure that the questions were understandable to the targeted population, the 
survey was then pilot-tested for accuracy by ten of the college work-study students that 
worked in the GSU financial aid office. There were no problems identified in the pilot 
test. 
Procedure 
The study was first approved by the institutional review board. Permission was 
obtained by the researcher (Appendix C) from eight instructors to use approximately 20 
minutes of class time to administer the survey. 
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The researcher went to nine classrooms (one of the instructors had two classes 
that participated) and administered the surveys to the students enrolled. All of the 
surveys were administered during the month of October, 1997, approximately one 
month after the beginning of the fall term. The students were each given an informed 
consent letter (Appendix D) along with the survey. The informed consent letter 
included statements asking participants not to complete the survey if they were under 
the age of 18 or if they had been in another class in which the survey was administered. 
Subjects were reassured that all data would remain confidential and anonymous, with 
no names or identifying information being requested. Students were verbally informed 
by the researcher, and in the printed consent letter, that they were not required to 
complete the survey and that no penalty would be assessed if they did not return the 
survey. The instruments were distributed during class time, over a three week period, 
and collected immediately by the researcher in a wooden box, so that the students 
would not feel uncomfortable about personally handing their forms to the researcher. 
Data Analysis 
To facilitate analysis, items on the survey were identified as fitting into one of 
four categories related to satisfaction. Overall satisfaction is addressed separately for 
each group identified. The remaining questionnaire items addressed three major 
concerns identified by the researcher and were categorized as follows: Service 
Delivery, Knowledge, and Regulatory Concerns. 
For this descriptive study, the results compared the responses to the survey of 
several student groups: 1) Freshmen vs. Seniors, 2) Male vs. Female, 3) White 
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Students vs. Minority Students, and 4) Loan Recipients vs. Grant Recipients. For 
purposes of this survey, all students that indicated a race other than White were 
grouped in the Minority category. Group responses were compared on these 
categories, using a Paradox version 7.0 program. 
The Service Delivery category included survey items that addressed the 
timeliness of receiving financial aid (item numbers 1, 10, 16, 17, and 18), how the 
financial aid staff are rated by the participants regarding courtesy and respect (item 
numbers 2, 5, 7), and how the students perceive financial aid services in regards to 
convenience (items 4 and 9). The Knowledge category included how knowledgeable 
the financial aid staff appeared to be (items 3, 6, 8, 14, and 15), as well as items which 
measured the students' knowledge regarding the financial aid process (items 11 and 21). 
The Regulatory Concerns category included satisfaction measures that were not 
controlled by the financial aid staff (item numbers 12, 13, 19, and 22). 
Questions left blank or unanswered were not used in the analysis, except in 
question 20, where students were informed that a "blank" answer indicated "no basis 
on which to judge." Data analysis was conducted using a frequency distribution of 
responses for the Likert scale items from the survey instrument. The complete results 
of these survey items are depicted in tables within each section. For analysis purposes, 
the five Likert scale choices were collapsed so that "agree" and "strongly agree" were 
combined, "disagree" and "strongly disagree" were combined, and "no basis on which 
to judge" stood alone. 
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All responses to the open-ended questions were typed out, and similar 
statements were grouped into categories. Many subjects left these items blank. 
Between the three open-ended items, 349 responses were received from students who 
indicated that they received financial aid. Comments from students that did not receive 
financial aid were not included in the analysis. For item 23, which asked for the 
student's opinion of the primary cause of the greatest problems with the financial aid 
process, 175 responses were received. Item number 24, which asked the student to 
suggest one improvement in financial aid services, received 144 responses, while item 
number 30, which asked for additional comments, received 30 responses. 
Results 
Service Delivery of Financial Aid 
The data from different groups of students were analyzed to determine student 
perceptions regarding the quality of services delivered by the financial aid office. The 
complete results of these survey items are depicted in Tables 1.1 through 1.4. 
Freshmen vs. seniors. Table 1.1 compares the attitudes of freshmen and seniors 
on the Service Delivery of financial aid. 
For questions related to timeliness, a large number of seniors disagreed with all 
four items, while many freshmen either agreed or had no basis on which to judge. 
Perceptions of convenience of the financial aid office were measured by whether or not 
the office could be reached by phone and whether they preferred to see a counselor on a 
walk-in or appointment basis. The seniors (68%) indicated that the financial aid office 
was not easy to reach by phone. In contrast, only one-fourth of the freshmen indicated 
a problem in reaching the office by phone, although 40% indicated no basis to judge. 
For questions that inquired about being treated with courtesy, friendliness, and 
respect by the financial aid staff, both freshmen and seniors responded favorably, 
although many freshmen (44%) had no basis on which to judge for the question which 
asked if they found their financial aid counselor to be friendly and easy to talk to. 
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Table 1.1 
Attitudes Toward Financial Aid Service Delivery: Freshmen vs. Seniors 
Freshman Seniors 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Time in Line Reasonable 19 35 46 57 31 12 
Treated with Courtesy 14 46 40 36 55 9 
Can Reach Office by Phone 25 35 40 68 20 12 
Phone Staff Courteous 13 45 42 39 46 15 
Counselor Friendly 13 43 44 27 63 10 
Prefer Walk-in to Appt. 19 48 33 31 52 17 
Response to Appeal Timely 19 31 50 40 22 38 
Paperwork is Timely 21 43 36 56 32 12 
Never get Runaround 32 29 39 78 15 7 
Return Call is Timely 24 23 53 58 15 27 
Note: Freshmen n = 188; Seniors n = 43 
Both groups indicated that they preferred to see a financial aid counselor on a 
walk-in, rather than appointment, basis (48% freshmen, 52% seniors). Only 19% of 
freshmen and 31% of seniors indicated that they preferred to have an appointment. 
Most seniors felt that they were given the "runaround" by the financial aid office, with 
78% of seniors disagreeing with the item as stated in the survey. However, a high 
percentage of freshmen (39%) responded to this item with no basis on which to judge. 
Overall, a majority of seniors answered "strongly disagree or disagree" to five 
questions, indicating that seniors were generally more dissatisfied with service delivery. 
At least one-third of the freshmen answered "no basis on which to judge" to all of the 
questions in this category, indicating that they may have not yet experienced any direct 
contact with the financial aid office. 
Male vs. female. Table 1.2 compares the data that reflects the perceptions of 
male and female students on the Service Delivery of financial aid. 
Table 1.2 
Attitudes Toward Financial Aid Service Delivery: Male vs. Female 
Male Female 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Time in Line Reasonable 33 34 33 30 38 32 
Treated with Courtesy 29 45 26 16 57 27 
Can Reach Office by Phone 36 32 32 41 30 29 
Phone Staff Courteous 24 42 34 21 49 30 
Counselor Friendly 22 45 33 17 50 33 
Prefer Walk-in to Appt. 24 54 22 19 53 28 
Response to Appeal Timely 30 31 40 27 32 41 
Paperwork is Timely 36 44 21 30 43 27 
Never get Runaround 44 30 26 47 27 25 
Return Call is Timely 32 24 44 37 19 43 
Note: Male n = 101; Female n = 153 
There were only modest differences found between the responses of male and 
female students. The majority of female respondents (57%) indicated that they were 
treated with courtesy and respect by the financial aid staff, compared to 45 % of the 
males surveyed. The majority of both males (54%) and females (53%) prefer to see a 
financial aid counselor on a walk-in, rather than appointment, basis. 
White vs. minority. The data that reflects the attitudes of white and minority 
students about financial aid Service Delivery are compared in Table 1.3 below: 
Table 1.3 
Attitudes Toward Financial Aid Service Delivery: White vs. Minority 
White Minority 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Time in Line Reasonable 20 41 39 49 29 22 
Treated with Courtesy 17 51 32 27 56 17 
Can Reach Office by Phone 29 32 39 56 32 12 
Phone Staff Courteous 18 41 41 28 59 13 
Counselor Friendly 16 43 41 23 61 16 
Prefer Walk-in to Appt. 16 51 33 28 55 17 
Response to Appeal Timely 23 30 47 36 38 26 
Paperwork is Timely 28 44 28 39 46 15 
Never get Runaround 35 33 32 58 25 17 
Return Call is Timely 25 20 55 51 23 26 
Note: White n = 165; Minority n = 79 
Of the 279 students surveyed that received financial aid, 165 (59%) indicated 
that they were white; 68 (24%) were black; and 11 (4%) were of other races; 35 (13%) 
did not respond and, therefore, were not included in the analysis. 
There were notable differences between whites and minorities regarding their 
perception of financial aid service delivery. In the area of timeliness, more white 
students (41%) agreed that the length of time they must wait in line at the financial aid 
office is reasonable, while 49% of the minority students surveyed indicated that it was 
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not reasonable. Over one-third of the minority students (36%) disagreed that their 
financial aid appeal was reviewed in a timely fashion, while 47 % of the white students 
had no basis to judge. Regarding return phone calls, 55% of whites had no basis to 
judge, while 51% of minorities were dissatisfied with return phone call service. In the 
convenience category, 56% of minority students disagreed that they could "get through 
with relative ease when they called the financial aid office," while 29% of whites 
disagreed with that statement. While both groups felt that they got the "runaround" in 
the financial aid office, the minority percentage (58%) was much higher than that of 
white students (35%). 
Some similarities between the two racial groups were also found. A comparable 
number of both whites (44%) and minorities (46%) indicated that their paperwork was 
handled in a timely manner. Both groups (41% white, 59% minority) agreed that the 
financial aid phone staff treated them with courtesy and respect, and that the financial 
aid counselor was friendly and easy to talk to (43% white and 61% minority). Both 
groups (51 % whites and 57% minority) would much rather see a counselor on a walk- 
in, rather than by appointment, basis. 
Loans vs. grants. Table 1.4 reflects the analysis of data which compares the 
perceptions of loan recipients to grant recipients on the Service Delivery of financial 
aid. 
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Table 1.4 
Attitudes Toward Financial Aid Service Delivery: Loans vs. Grants 
Loans Grants 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Time in Line Reasonable 48 39 13 18 36 46 
Treated with Courtesy 13 77 10 16 43 41 
Can Reach Office by Phone 48 39 13 33 24 43 
Phone Staff Courteous 16 65 19 16 40 44 
Counselor Friendly 22 65 13 16 45 39 
Prefer Walk-in to Appt. 16 61 23 18 54 28 
Response to Appeal Timely 35 42 23 26 24 50 
Paperwork is Timely 42 45 13 28 36 36 
Never get. Runaround 61 29 10 37 28 35 
Return Call is Timely 45 26 29 31 16 53 
Note: Loans n = 31; Grants n = 103 
There were notable differences in perceptions about financial aid service 
delivery between students that only receive loans from the financial aid office and those 
that only receive grants or scholarships (referred to as grants). Those that receive only 
loans were more dissatisfied with the timeliness of financial aid services. For example, 
48% of loan recipients felt that the time spent waiting in line was not reasonable, 
compared with only 18% of grant recipients. Many grant recipients (46%) indicated no 
basis to judge for that survey item. Nearly one-half (48%) of loan recipients disagreed 
that the financial aid office was easy to reach by phone, while 43% of grant recipients 
had not tried to call the office (no basis to judge). A number of students in both groups 
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felt that they got the "runaround" in the financial aid office, but the loan recipient 
percentage (61%) was much higher than that of grant recipients (37%). 
In the area of courtesy and respect, both loan and grant groups answered 
favorably. Most notable in this area was that 65% of loan recipients and 45% of grant 
recipients found their financial aid counselor friendly and easy to talk to. Both groups 
would rather walk in than make an appointment to meet with their counselor (61% 
loans, 54% grants). 
Overall, over 40% of the grant recipients answered "no basis to judge" for six 
of the ten questions about financial aid services, indicating that they had very limited 
contact with the financial aid office. On the other hand, loan recipients most often 
answered the questions with either ''agree" or "disagree." Over 40% of loan recipients 
were not satisfied in five areas regarding delivery of financial aid services. 
Knowledge About Financial Aid 
The perceptions that different student groups have concerning knowledge about 
the financial aid process were examined. The complete results of these survey items 
are depicted in Tables 2.1 through 2.4. 
Freshmen vs. seniors. Table 2.1 illustrates the findings that compare freshmen 
to seniors regarding Knowledge about the financial aid process: 
The freshmen and seniors had opposite responses to all six questions in the 
knowledge category that could be answered with agree, disagree, or no basis on which 
to judge. Approximately one-half of the seniors disagreed with all except for one item 
(clear guidance from counselor), while the freshmen either agreed or had no basis on 
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which to judge for all knowledge items. This indicates that seniors do not feel that the 
financial aid front desk staff is knowledgeable or helpful, and they do not feel 
adequately informed about financial aid issues. On the item which asked if students felt 
that the financial aid counselors provide clear guidance in resolving their problems, 
49% of seniors agreed, while 56% of freshmen had no basis to judge. Very few 
freshmen (20%) knew the name of their financial aid counselor, compared with one- 
half of the seniors surveyed. 
Table 2.1 
Perceptions About Financial Aid Knowledge: Freshmen vs. Seniors 
Freshmen Seniors 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Front Desk Knowledgeable 15 46 39 48 43 9 
Phone Call Helpful 21 37 42 50 38 12 
Receive Clear Guidance 
From Counselor 
13 31 56 29 49 22 
Student Adequately 
Informed 
31 52 17 49 44 7 
Visit to FA Office or Phone 
Call Resolves Problem 
20 45 35 56 34 10 
Consistent Information 
Between FA & Others 
19 35 46 51 27 22 
Knows Name of FA 
Counselor 
Yes = 20%, No = 80% Yes = 50%, No = 50% 
Note: Freshmen n = 188; Seniors n = 43 
Males vs. females. Table 2.2 compares the attitudes of male students and 
female students on Knowledge about the financial aid process. 
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Table 2.2 
Perceptions About Financial Aid Knowledge: Male vs. Female 
Survey Item 
Male 
Disagree Agree No Basis 
Female 
Disagree Agree No Basis 
% % % % % % 
Front Desk Knowledgeable 30 43 27 23 50 27 
Phone Call Helpful 30 37 33 31 39 30 
Receive Clear Guidance 
From Counselor 
23 32 44 18 38 44 
Student Adequately 
Informed 
36 54 10 40 49 11 
Visit to FA Office or Phone 
Call Resolves Problem 
35 43 23 32 44 24 
Consistent Information 
Between FA & Others 
30 35 35 34 35 31 
Knows Name of FA 
Counselor 
Yes = 24%, No = 76% Yes = 36%, No = 64% 
Note: Male n = 101: Female n = 153 
There were no notable differences in the perceptions of male and female 
students regarding knowledge about the financial aid process. One-half of the female 
respondents agreed that the front desk appeared knowledgeable about the financial aid 
process, compared to 43% of the males. However, the majority of males (54%) felt 
that they were adequately informed about the financial aid process, compared to slightly 
less than half of the female respondents (49%). 
White vs. minority. The findings about the perceptions of White students vs. 
Minority students regarding financial aid Knowledge are illustrated in Table 2.3 below: 
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Table 2.3 
Perceptions About Financial Aid Knowledge: White vs. Minority 
White Minoritv 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Front Desk Knowledgeable 19 48 33 37 45 18 
Phone Call Helpful 23 37 40 44 43 13 
Receive Clear Guidance 
From Counselor 
17 30 53 26 48 26 
Student Adequately 
Informed 
32 53 15 51 46 3 
Visit to FA Office or Phone 
Call Resolves Problem 
28 44 28 43 42 15 
Consistent Information 
Between FA & Others 
25 35 40 45 36 19 
Knows Name of FA 
Counselor 
Yes = = 20%, No = 80% Yes = 54%, No = 46% 
Note: White n = 165; Minority n = 79 
For the survey item which asked if the student received correct and helpful 
information by calling the financial aid office, 44% of minority students disagreed 
compared with 23% of whites. Fifty-three percent of the white students agreed that 
they were adequately informed about the financial aid process, in comparison to 46% of 
minority students. Forty-four percent of white students agreed that visiting or calling 
the financial aid office generally resulted in the resolution of their problem, while 
almost the same percentage of minorities (43%) disagreed with that statement. Many of 
the minority students (45%) disagreed that the response from one financial aid staff 
member regarding their financial aid status was consistent with the information received 
from others in financial aid or from interrelated offices. In comparison, 25% of white 
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students disagreed with that statement and 40% of the white students indicated "no 
basis on which to judge." Eighty percent of whites did not know the name of their 
financial aid counselor or the person in financial aid with whom they had primarily 
dealt. The minority students were almost evenly divided between those that knew and 
those that did not know (54% answered yes, 46% answered no) their counselor's name. 
Whites and minorities had similar answers on two items in the knowledge 
category. Close percentages (48% white, 45% minority) agreed that the front desk 
staff was knowledgeable. Both groups agreed that they get clear guidance from their 
counselor in resolving their problem (30% white, 48% minority); however, the 
majority of white students (53%) indicated "no basis on which to judge" for that 
question. 
Overall, the minority students appeared dissatisfied with the perceived 
knowledge of the financial aid department at Georgia Southern University, with over 
40% disagreeing with four out of six items. White students either agreed or had no 
basis on which to judge for all items concerning financial aid knowledge. 
Loans vs. grants. The differences between the data that analyzed loan and grant 
recipients regarding their perceptions about the Knowledge of the financial aid process 
are illustrated in Table 2.4. 
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Table 2.4 
Perceptions About Financial Aid Knowledge: Loans vs. Grants 
Loans Grants 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Front Desk Knowledgeable 26 61 13 17 44 39 
Phone Call Helpful 42 42 16 27 30 43 
Receive Clear Guidance 
From Counselor 
26 52 22 16 31 53 
Student Adequately 
Informed 
39 58 3 36 49 15 
Visit to FA Office or Phone 
Call Resolves Problem 
42 48 10 29 39 32 
Consistent Information 
Between FA & Others 
39 51 10 25 28 47 
Knows Name of FA 
Counselor 
Yes = 39%, No = 61% Yes = 22%, No = 78% 
Note: Loans n = 31; Grants n = 103 
Loan recipients were divided between disagree and agree (42% each) regarding 
whether or not their financial aid problem could be resolved with a phone call. This is 
in comparison to grant recipients, who indicated that they had not called the financial 
aid office (43% no basis to judge). A higher percentage of loan recipients (52%) than 
grant recipients (31%) indicated that they received clear guidance from their financial 
aid counselor. 
There were more similarities than differences between loan and grant recipients 
in the knowledge category. The majority of both groups (61% loans, 78% grants) did 
not know the name of their financial aid counselor, and a high percentage of both 
groups (58% loans, 49% grants) felt that they were adequately informed about the 
financial aid process. 
Regulatory Concerns 
Different student groups were compared to examine their perceptions 
concerning regulatory issues within the financial aid process. The complete results of 
these survey items are depicted in Tables 3.1 through 3.4. 
Freshmen vs. seniors. Both seniors and freshmen seemed to have clear 
knowledge about Regulatory Concerns that were beyond the control of the financial 
aid office, as indicated in Table 3.1 below: 
Table 3.1 
Regulatory Concerns; Freshmen vs. Seniors 
Freshmen Seniors 
Survey Item Disagree 
% 
Agree No Basis 
% % 
Disagree 
% 
Agree 
% 
No Basis 
% 
Must Earn Hours Required to 
Keep Financial Aid 
24 62 14 27 63 10 
Student is Responsible for 
Fees Even if Fin Aid Eligible 
19 70 11 22 68 10 
Loans are Fin Aid Even 
Though Must be Repaid 
13 79 8 12 80 8 
Fin Aid/Student Fees 
Function Separately 
Yes = 32%, No = 68% Yes = 72%, No = 28% 
Note: Freshmen n = 188; Senior n = 43 
The only difference found between freshmen and seniors regarding regulatory 
issues was that the majority of seniors (72%) knew that the Financial Aid Office and 
the Office of Student Fees function separately, compared with only 32% of freshmen. 
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The majority of both groups agreed with all three items in this category that 
could be answered on the Likert scale. Less than 15% of both groups indicated that 
they had no basis on which to judge on all regulatory items. 
Male vs. female. There were no clear differences between the perceptions of 
male students and female students regarding Regulatory Concerns in the financial aid 
process, as shown in Table 3.2 below: 
Table 3.2 
Regulatory Concerns: Male vs. Female 
Male Female 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Must Earn Hours Required to 
Keep Financial Aid 
34 56 10 25 66 9 
Student is Responsible for 
Fees Even if Fin Aid Eligible 
30 63 8 19 75 6 
Loans are Fin Aid Even 
Though Must be Repaid 
22 72 6 9 86 5 
Fin Aid/Student Fees 
Function Separately 
Yes 
ss"
 
-d"
 
II
 No = 57% Yes = 45%, No = 55% 
Note. Male n =101; Female n = 153 
The majority of both groups agreed with all items that could be answered on the 
Likert scale. Most (86% females, 72% males) agreed that loans are considered 
financial aid even though they must be repaid. Ten percent or less of both males and 
females had no basis on which to judge for all regulatory items. 
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White vs. minority. The data that compared the perceptions of white students to 
non-white students regarding Regulatory Concerns involved in the financial aid 
process are shown below in Table 3.3: 
Table 3.3 
Regulatory Concerns: White vs. Minority 
White Minority 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree Agree 
% % 
No Basis 
% 
Must Earn Hours Required 
to Keep Financial Aid 
27 61 12 32 62 6 
Student is Responsible for 
fees even if Fin Aid Eligible 
19 71 10 28 68 4 
Loans are Fin Aid Even 
Though Must be Repaid 
9 82 9 22 77 1 
Fin Aid/Student Fees 
Function Separately 
Yes = 34%, No = 66% Yes = 62%, No = 38% 
Note: White n = 165, Minority n = 79 
The only notable difference found between these two groups was that more 
minorities than whites (62% vs 34%) knew the difference between the Financial Aid 
Office and the Office of Student Fees. Nearly one-third (32%) of minorities disagreed 
that they were aware of the hours required to continue receiving financial aid. 
compared to 27% of white students. 
Overall, both groups were well informed about regulatory issues, with the 
majority agreeing with all statements that could be answered on the Likert scale. Less 
than 13% of both groups had no basis on which judge for all regulatory items. 
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Loans vs. grants. The comparison of data between loan and grant recipients 
regarding Regulatory Concerns is illustrated below in Table 3.4. 
Table 3.4 
Regulatory Concerns: Loans vs. Grants 
Loans Grants 
Survey Item Disagree 
% 
Agree 
% 
No Basis 
% 
Disagree 
% 
Agree 
% 
No Basis 
% 
Must Earn Hours Required to 
Keep Financial Aid 
23 71 6 29 57 14 
Student is Responsible for 
Fees Even if Fin Aid Eligible 
19 71 10 19 71 10 
Loans are Fin Aid Even 
Though Must be Repaid 
13 81 6 12 80 8 
Fin Aid/Student Fees 
Function Separately 
Yes II No = 35% Yes = 31%, No = 69% 
Note: Loans n = 31, Grants n = 103 
The majority (65%) of loan recipients were aware that the Financial Aid Office 
and the Office of Student Fees function separately, while the majority (69%) of grant 
recipients were not aware. 
For all items that could be answered on the Likert scale, both groups, students 
that received only loans and students that received only grants or scholarships, were 
well informed regarding regulatory issues. Less than 15% of both groups had no basis 
on which to judge for all items. 
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Overall Satisfaction 
Table 4.1 illustrates the overall satisfaction level of all student groups examined: 
Table 4.1 
Overall SatisFaction: All Groups Examined 
Student Group Number of Students Dissatisfied 
% 
Satisfied 
% 
Neutral 
% 
No Basis 
% 
Freshmen 188 15 38 24 23 
Seniors 43 52 16 23 9 
Males 101 26 37 21 17 
Females 153 30 32 22 16 
Whites 165 26 35 20 19 
Minorities 79 30 38 24 8 
Loan Recipients 31 45 29 23 3 
Grant Recipients 103 24 35 17 24 
Freshmen vs. seniors. A slight majority of seniors (52%) indicated that they 
were dissatisfied with the overall services provided by the financial aid office at 
Georgia Southern University, compared to 15% of freshmen who were dissatisfied. 
Nearly one-half of freshmen who received financial aid were either neutral (24%) or 
had no basis on which to judge (23%). Only 9% of seniors indicated that they had no 
basis on which to judge. 
Male vs. female. While there was no clear majority, both male and female 
students indicated their level of satisfaction with overall financial aid services to be 
somewhat to very satisfied, with 37% of males and 32% of females answering 
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favorably. Twenty-six percent of males and 30% of females were dissatisfied, and the 
remainder were either neutral or had no basis on which to judge. 
White vs. minority. Overall, the level of satisfaction was spread out for groups 
based on race. Slightly more minorities (38%) than whites (35%) indicated that they 
were "somewhat satisfied" to "very satisfied." Likewise, 30% of minorities and 26% 
of whites were "very dissatisfied" to "somewhat dissatisfied," while 24% of Minorities 
and 20% of whites were neutral. The remaining 19% of whites and 8% of minorities 
indicated "no basis on which to judge." 
Loans vs. grants. Far more loan recipients (45%) indicated that they were 
dissatisfied with overall financial aid services than grant recipients (24%). However, 
many grant recipients indicated that they had no basis to judge (24%) about financial aid, 
compared with 3% of loan recipients. 
Open-ended Responses 
Most responses to the open-ended items were derogatory in nature and overlapped 
in content. For example, if the response to the item which asked for the primary cause 
with the financial aid process was that "the process was too slow,'' the response to the 
item which asked the student to suggest one improvement in financial aid services was 
that "the process needed to be faster," and the response for additional comments was, "my 
check was late because the process is so slow." Therefore, rather than analyze each 
open-ended item separately, the researcher grouped all of the comments together and 
placed the majority of negative comments into four categories. These categories 
included: 1) financial aid staff rude and/or incompetent, 2) poor communication or lack of 
48 
information received, 3) slow or untimely service, and 4) long lines, which are often 
caused by lack of staff or space. Examples of each type of negative comment is 
illustrated in Table 5.1 below: 
"fable 5.1 
Analysis of Negative Responses to Qpen-Ended Items 
Comments 
Category % Example 
Staff Rude/ 
Incompetent 
35 "Rudeness, no courtesy, employees act as though they don't care." 
"Not organized, inefficient, unknowledgeable, people with bad 
attitudes..." 
Poor Communication/ 
Lack of Information 
29 "Students are often told one thing before school starts, and then 
something different once they get here.'' 
"Make students more aware of possibilities and deadlines." 
Slow Service/ 
Late Checks 
21 "It takes a long time to get the money you need." 
"Get information concerning financial aid matters to students in a 
timely manner in order to let us meet deadlines " 
Long Lines/ 
More Staff Needed 
15 "Too many students, not enough counselors." 
"Need better system of waiting in line while in the office." 
Note: n ^ 273 
While the majority of comments were negative, there were 16 responses from 
students who said that they were happy with the financial aid process. Most of the 
positive comments were general statements such as, "I have had no problems with 
financial aid so far," or a staff member was recognized by name as being helpful to a 
student. Since these comments were so few and so diverse, they were not grouped into 
categories. There were also six comments which blamed the students themselves for their 
problems with the financial aid process. For example, one subject stated, "Most of the 
problems that occur are because of the students who don't act responsibly." In addition, 
there were 60 miscellaneous comments that were not placed in a category. These items 
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included profanity about the process, short statements such as '"jobs." "I don't know," and 
"stop being cheap," or statements that did not make sense to the researcher. 
Discussion 
Since this study was based on a relatively small sample size and so many factors 
can influence student satisfaction, caution should be used when interpreting the results. 
For many items on the survey, there was a large percentage of responses of'"no basis on 
which to judge." This suggests that for many students, financial aid is not a problem, or 
perhaps the survey did not address their concerns. On the other hand, it may indicate for 
some questions (such as phone issues) that students do not have the telephone number to 
the financial aid office, and always come to the office in person. 
Seniors were found to be less satisfied with financial aid serv ices than freshmen. 
This is consistent with the previous research findings of Wolfinger, et. al, (1988), whose 
study found that, even though more experienced with the financial aid process, 
upperclassmen were often the least satisfied. Perhaps this is due to the increased burden 
of loan debt accrued by the time a student is in his fourth year of college. As found by 
Terkla (1990), students with the greatest loan debt are less satisfied than those with 
minimal or no loan debt. 
The problems caused by changes in software over the last five years may have 
also contributed to the dissatisfaction of seniors. The likelihood that something may have 
gone wrong is greatly increased after participating in the financial aid process for four or 
more years. 
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Freshmen may have been more satisfied due to the high percentage (79%) that 
received the HOPE Scholarship. For these students, the likelihood of assuming large 
loans is decreased because their tuition and fees are covered by the scholarship. Only 8% 
of the seniors surveyed received the HOPE Scholarship. Since FIOPE is based upon 
keeping a 3.0 GPA at various bridge terms during college, the chances of a senior 
receiving FIOPE are greatly reduced. 
The fact that so few freshmen knew the name of their financial aid counselor and 
such a high percentage of items were answered with "no basis to judge'" indicated that 
freshmen had not yet had a reason to contact the financial aid office Based on the 
freshmen response to the survey item which asked if they had been adequately informed 
about the financial aid process, it appears that the financial aid office has done a better 
job in relaying important information to freshmen than to seniors. 
Overall, gender was not found to be a determining factor in student satisfaction. 
With a higher percentage of "agree" answers on the survey, females at Georgia Southern 
University were slightly more satisfied than males with the financial aid process, in 
contrast to Terkla's (1990) findings that women were slightly less satisfied than men. 
Receipt of the HOPE Scholarship may have been a factor in the increased satisfaction of 
females in the survey, since 61% of the FIOPE recipients indicated that they were female. 
This research found that there is a difference in financial aid satisfaction between 
white and minority students, which supports pervious research findings of Blanchette 
(1994), Hughes (1990), and Keller and Rollins (1990). Hughes found that minorities felt 
that they had a more difficult time getting an appointment with a financial aid counselor. 
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Likewise, the minority participants in this study felt that they had to wait in line for an 
unreasonable amount of time, and had a more difficult time reaching the financial aid 
office by phone and getting a telephone call returned in a timely manner. Since more 
whites answered "no basis to judge" regarding phone calls, this indicates that white 
students had not tried to call the financial aid office as often as the minority students. 
1 he only explanation that the researcher can find to explain why whites were 
more satisfied than minorities in this study was the receipt of HOPE Scholarship. A 
much larger percentage of white participants received HOPE than non-whites (71% vs. 
21%). Since income was not a variable in this study, it is impossible to know whether or 
not the minorities at Georgia Southern University represent a larger proportion of 
students with higher need. However, of the 78 respondents in this study that received 
need-based grants (Pell, SEOG, and GIG), 51% were minorities, 39% were white, and 
10%) did not indicate a racial or ethnic group The percentage difference between whites 
and minorities receiving need-based grant aid supports Blanchette's (1994) theory that 
minorities are more at risk than whites if adequate financial aid is not obtained. 
Students with loans at Georgia Southern University were found to be less satisfied 
with financial aid service delivery and knowledge than were students with grants. This 
agrees with the previous research findings of Terkla (1990) and Blanchette (1994). Due 
to additional requirements for receiving a loan, such as promissory notes and providing 
parent information, loan recipients have more reasons to call or come into the financial 
aid office for assistance than do grant recipients. While the amount of loans received was 
not a measure in this study, it is likely that students with greater debt would be less 
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satisfied with financial aid services due to greater worry about future finances. 
Incidentally, of the students that received grants only, many of them were HOPE scholars. 
Not attending financial aid sessions during orientation may reflect either the 
students' lack of interest, or a lack of appreciation for the serious implications of not 
being able to fund their education. On the other hand, summer orientation is held after 
the preferred financial aid filing date published, so low attendance may reflect that the 
students that come to orientation have already had their financial aid award processed 
and don't feel a need to attend. Since these sessions include information other than how 
to apply for aid, such as fee payment deadlines and the importance of registering for the 
number of hours for which financial aid was awarded, the financial aid office and 
student orientation leaders should find ways to better communicate the importance of 
attending to the students. 
Implications for Practice 
The present findings for the overall satisfaction category are very encouraging. Of 
the eight student groups analyzed, six indicated that they were satisfied with the overall 
financial aid process. Based solely on the analysis of overall satisfaction, the only two 
groups that need special attention are seniors and students that only receive loans from 
the financial aid office. However, the dissatisfaction found among minority students 
within the service delivery and knowledge categories should not be overlooked. It is 
interesting to note that, even though minorities indicated a high level of dissatisfaction 
with specific aspects of the financial aid office, only 30% indicated that they were 
dissatisfied with the overall services provided by the financial aid office. 
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The financial aid office could focus on senior satisfaction by offering special 
services to this group, such as processing the awards of rising seniors before any other 
group or providing a "hot line'" that can only be accessed bv seniors. 
While trying to improve the attitudes of students that only receive loans to help 
pay for their education may be almost impossible, encouraging these students to search 
for outside funding resources may be a good idea. 1 he financial aid office could offer a 
list of outside scholarship searches to this group of students, as well as a listing of other 
possible funding sources, such as Vocational Rehabilitation, Cooperative Education 
programs, or Job Training Partnership Act (JTPA) funds. 
Students that received loans were found to be less satisfied with the financial aid 
office than those who received grants. The financial aid office provides loan counseling 
sessions for all loan recipients that offers advice for students on how to budget their 
money and to answer questions about the process. However, attendance at these sessions 
is usually very poor. Perhaps if more students attended loan counseling sessions, there 
would be less confusion about the process and thus, less dissatisfaction. Incentives could 
be given to encourage attendance, such as snacks or free admission to an on-campus 
sports event. 
In the analysis of individual survey items, minorities were found to be less 
satisfied with telephone issues, felt that they got the "runaround"' in the financial aid 
office, and felt that they were not adequately informed about the financial aid process. To 
improve perceptions in these areas, the financial aid office could collaborate with the 
Office of Multicultural Programs to find ways to improve services. Perhaps the students 
55 
in the Minority Advisement Program could also provide some insight as to why 
minorities feel inadequately served. 
All of the student groups analyzed indicated that they preferred to see their 
counselor on a walk-in, rather than appointment, basis. The appointment concept and the 
assignment of financial aid counselors by the student's last name was introduced 
approximately two years ago to allow the financial aid counselors to utilize their time 
more efficiently. Prior to that time, students were allowed to walk in at any time during 
office hours and see whichever counselor they preferred. While this was convenient for 
the students, the counselors never had any time that could be blocked off to work on 
projects, return telephone calls, or review files, which ultimately resulted in even more 
dissatisfaction to the students. The financial aid administrators felt that, over time, 
students would begin to appreciate and accept the assignment and appointment concept. 
However, the researcher feels, upon analyzing the data, that more communication is 
needed to explain to students why appointments are now required Another suggestion 
would be for the financial aid office to have at least one walk-in counselor available at all 
times during office hours. 
Many students indicated that they felt that they got the "runaround" in the 
financial aid office. The concept of "one stop shopping" for student services, which was 
once reviewed by the Administration of Georgia Southern University, is one possibility 
that could be reconsidered to help combat the "runaround" effect. This concept includes 
having interrelated student service offices, such as the office of Admissions. Advisement. 
Registrar, and Financial Aid, located in the same building, with trained professionals that 
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can explain all aspects to a student when he walks in the door. The researcher feels that 
this would be extremely beneficial to the students and would improve their perceptions of 
the financial aid office. Thus, further research into the feasibility of this concept is 
recommended. 
The Vice President of Student Affairs and other key stakeholders on campus 
should be informed of the results of this study so that ideas for improvement in financial 
aid services, as well as the cooperation and resources required for carrying out those 
services, may be obtained. 
The responses to open-ended items should be circulated among the financial aid 
staff and reviewed as constructive criticism. Staff members should pool their resources 
and make suggestions for improvement within the office. Since there were so many 
negative comments made about financial aid staff members, perhaps even more customer 
service training is necessary. 
Recommendations for Future Research 
While one can speculate on the reasons why seniors are more dissatisfied with 
financial aid services, more research is recommended. A detailed survey designed just 
for seniors could be done, or if possible, a longitudinal study of financial aid recipients 
from freshman through senior years in college could be more beneficial. With a 
longitudinal study, one could find out if students become less satisfied over a period of 
years. 
The review of literature indicated that financial aid was a major contributor to 
student enrollment and retention. Currently, there are no statistics that support this 
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finding at Georgia Southern University. Therefore, a study to determine the importance 
of financial aid to enrollment and retention is recommended. 
Since there were many negative responses to this survey, another study should be 
conducted to find out if satisfaction levels vary at different times of the year. This survey 
was taken immediately after the fall term had begun, which is also the busiest time of 
year in student affairs. Perhaps the survey used in this study could be distributed to 
students near the end of the academic year to find out if the responses varied. 
Limitations of the Study 
There are limitations to this study. First, the validity and reliability of the 
instrument is questionable because it was designed by the researcher and had not been 
thoroughly field tested and empirically validated. The wording of some of the items may 
have caused inaccurate responses from the participants. 
Another limitation to the study was that all data collected was self-reported. The 
accuracy and usefulness of statistics used to determine student perceptions of financial 
aid services offered at Georgia Southern University is dependent on accurate data Since 
this survey dealt with self-reported data, every effort was made to respect the anonymity 
and confidentiality of the subjects. 
As stated earlier, there was not an equal representation of class levels participating 
in this study. There were far more freshmen than upperclassmen. The results might have 
been different if the representation had been equal. 
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A final limitation was the selection of the sample via convenience methods. The 
sample consisted of students from a mid-sized public, regional university in the Southeast 
United States. Caution should be used in generalizing these results to other institutions. 
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21. Do you know the name of your financial aid counselor, or the person in the financial aid office 
with whom you have primarily dealt? a) yes b) no 
22. The Financial Aid Office (in Anderson Hall) is responsible for processing financial aid 
applications and determaung eligibility fix Fmancial Aid; the Office of Student Fees (in 
Deal Hall) is responsible for collecting fees and disbursing Financial Aid checks. Prior to 
reading this statement, were you aware that these two offices function separately? 
a) yes b) no 
23. In your opinion, what is the primary cause of the greatest problems with the financial aid 
process? 
24, If you could suggest one improvement in the services provided by the Financial Aid Office, 
what would it be? 
25 What is your current class level? 
a) First-time Freshman b) Continuing Freshman c) Sophomore d) Junior e) Senior 
26 Racial/Ethnic Group: 
a) American Indian or Alaskan Native b) Asian or Pacific Islander c) Black 
d) White e) Hispanic/Latino f) Bi- or Muhi-racial g) prefer not to respond 
27. Sex: a) Male b) Female 
28/29. Please indicate below the types of financial assistance that you receive (Mark ail that apply ) 
28a) Grants (pell, SEOG, GSIG, etc.) 28b) HOPE Scholarship 2&c)Other academic 
scholarships 28d) Athletic Scholarship 28e) Perkins Loan 29a) Subsidized Stafford Loan 
29b) Unsubsidized Stafford Loan 29c) PLUS Loan 29d) College Work-Study 
29e) No fmancial aid received. (*Ifyou marked this response, please answer the 
above questions as honestly as you can based on what you have heard from other students 
that receive financial aid at Georgia Southern University. 
30. Please use the space below to make any additional comments or to elaborate on any of your 
responses to the above questions 
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Appendix C 

ACADEMIC EXCELLENCE 
GEORGIA 
DEPARTMENT OF FINANCIAL AID 
DIVISION OF STUDENT AFFAIRS 
GEORGIA SOUTHERN UVIVEQSITf1 
POST OFFICE BOX 8G4S 
STATESBCRO. GEORGIA 3(M40-3C45 TELEBHONE (9I2)681-M!3 FA>: (912; 681-0573 
October, 1997 
Dear Faculty Member: 
My name is Elise Boyett. In addition to my position as Assistant Director of Financial Aid at Georgia 
Southern University, 1 am also completing the degree requirements for my Masters in Higher Education 
Student Services. The topic that I have chosen for my thesis is Student Satisfaction with Financial Aid. 
To guarantee a representative sample of students for this study, participants will be selected from each of 
the five colleges, plus at least one learning support class and one typical freshman class. 
I am asking you to allow me into your class to ask students to complete an anonymous questionnaire about 
their perceptions of the financial aid services offered at Georgia Southern. There is no penalty should you 
choose not to participate in this study by allowing me into your classroom. If you agree to participate, I 
will set up a time convenient for you to come into your class and ask students to complete the attached 
questionnaire. I will not be asking you to do anything, other than allowing me to utilize approximately 
twenty minutes of your class time. Please be assured that all responses will be completely confidential. 
All of the questionnaires are identical. Be assured that your students' responses, and whether they choose 
to participate, will not be able to be identified in any way. Be assured that ail efforts will be made to 
maintain confidentiality, and questionnaires will be destroyed after my successful thesis defense. Your 
participation is of great importance to the results of this study A copy of my thesis, including the results 
of this data, will be available in the Henderson Library upon completion. 
If you have any questions about this research project, please call me at 681-0899. If you have any 
questions or concerns about your rights as a research participant in this study, they should be directed to 
the IRB Coordinator at the Office of Research Services and Sponsored Programs at 681-5465. 
Thank you in advance for your assistance with this study. The results will allow me to propose strategies 
for the improvement of services provided the financial aid office. 
Elise W. Boyett 
Please sign below if you agree to participate in this study by allowing me to administer the attached 
questionnaire to students in your classroom. 
Respectfully. 
Signature Name 
Date 
A UNIT OF THE UNIVERSITY SYSTEM OF GcORGlA • AFFIRMATIVE ACTION / cQUAl 0P50^TUN!ri' INSTtTUTlCN 
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Appendix D 
'» UNIVERSITY 
GEORGIA 
SOU1HERN 
ACADEMIC EXCELuENCE DEPARTMENT OF FINANCIAL AID DIVISION OF STUDENT AFFAIRS 
GEORGIA SOUTHE^r. UW/ERSry POST CFFiCE BO/ 9066 
STATESBORO, GEORGIA 30460.8065 
TELEPHONE (912) 68'-Ml 3 
FAX (512; 481-0573 
October, 1997 
Dear Student: 
My name is Elise Boyett. In addition to my position as Assistant Director oi'Financial Aid at Georgia 
Southern University, I am also completing my Master's degree in Higher Education Student Services. 
The topic that I have chosen for my thesis is '"Student Satisfaction with Financial Aid." I want to find 
out how GSU students perceive the customer service and level of efficiency provided by the financial 
aid office, as well as the factors that influence student perception. 
1 his letter is to request your assistance in gathering data to analyze this situation. Of course, there is no 
penalty to you if you decide not to participate. If you agree to participate, please complete the attached 
questionnaire and return to me at the end of the class period. It should only lake about 20 minutes to 
complete this form. While none of the questions are designed to solicit sensitive information, you may 
refuse to answer any of them. If you do not receive financial aid, answer the questions based on what 
you have heard from other students that receive financial aid at Georgia Southern University. 
Completion of the questionnaire will be considered permission to use your results in the study. Please 
be assured that your responses will be absolutely confidential. All of the questionnaires are identical, 
so neither I nor anyone else will be able to identify your response from the other participants. Upon 
completion of this research project, a copy of my thesis, including the results of this data, will be made 
available in the Henderson Library. 
Please note, you must be at least 18 years or older to participate in this study Jf you are under 18 
years of age, please do not complete the questionnaire - simply return the blank form to me. If you 
are enrolled in another class in which I have administered this questionnaire, please write "completed 
in another class" at the top of this letter and return to me along with the blank questionnaire. 
If you have any questions about this research project, please call me at 681-0899. If you have any 
questions or concerns about your rights as a research participant in this study, they should be directed 
to the IRB Coordinator at the Office of Research Services and Sponsored Programs at (912) 681-5465. 
Thank you in advance for your assistance in this study. Please be honest and straightforward when 
answering all questions, including the ones that ask for your opinions and comments. Financial aid is 
of great interest to the Lniversity's chief administrators, for it provides the monetary means for many 
of our students to attend. The results of this study will allow me to propose strategies for the 
improvement of services provided by the financial aid office. 
Elise W. Boyett 
A UNIT OF THE UNIVERSITY SYSTEM OF GEORGIA • AFflRMATIVfc ACTION / EOjal OPPORTUNITY iNSUTiJTlON 
